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Individual behavior that can increase organizational effectiveness is an essential aspect for 
organizations to achieve optimal performance. For this reason, there is a need for research that can 
contribute to improving individual behavior in producing its effectiveness. However, previous research 
has shown a theoretical gap in measuring individual trust and organizational citizenship behavior. In 
theory, to fill the gap, this study measures the influence of individual beliefs and organizational 
citizenship behavior. Researchers surveyed employees who work in the retail sector as many as 257 
employees. The researchers used a structural equation modeling approach – PLS with predictive 
purposes to test the research model. The study results indicate that there is a positive influence on 
individual beliefs based on intention and individual beliefs on actions on organizational citizenship 
behavior. The study's implications indicate the need to increase the motivational aspect to increase 
individual confidence so that it will lead to behavioral actions that can increase organizational 
effectiveness. 
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INTRODUCTION 
 
Competition in the industrial sector is increasing increasingly complex due to 
consumer knowledge about the quality of the products/services they use. (Taghizadeh, 
Rahman & Hossain, 2018) In addition to increasing consumer knowledge, technological 
advances also cause competition between companies to deepen where each company will 
carry out various strategies to retain its customers. (Akroush, 2012; Najafi-Tavani, Najafi-
Tavani, Naudé, Oghazi & Zeynaloo, 2018). This condition causes an increase in the need 
for quality resources owned by the organization. (Abubakar, Elrehail, Alatailat & Elçi, 
2019) One of the roles that can achieve the established strategy is increasing the capacity 
of human resources within the organization. (Suryadana & Sidharta, 2019) 
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One thing that management pays attention to in managing its human resources is to 
develop optimal behavior within the organization. (Allan, Batz-Barbarich, Sterling & 
Tay, 2019) Behavior within this organization reflects in attitudes and actions reflected 
interactions between employees and between superiors and the community in their 
environment. (Zhang, Akhtar, Bal, Zhang & Talat, 2018) This attitude reflects in the 
positive behavior shown by employees, such as helping each other in completing work 
and helping in solving problems in completing tasks set by the organization. (Organs, 
2018) The behavior of employees expected by the organization is called organizational 
citizenship behavior (OCB). Organizational citizenship behavior is a measurement of 
individual behavior in an organization that expects by management in addition to 
assigned tasks such as task performance. (Katz, 1964; Organ, 1997) 
The critical role of organizational citizenship behavior in the organizational 
environment is to increase organizational goals' effectiveness in achieving organizational 
performance. (Katz, 1964; Organ, 1997) Behavior that has not standard can increase 
organizational effectiveness is one of the essential aspects for the organization. This 
behavior is a response to the need to achieve more than the set performance due to the 
high level of competition. (Deery, Rayton, Walsh & Kinnie, 2017) More roles are desired 
by organizations as indicated by their enthusiasm for work, assisting employees who need 
problem-solving, following rules, and supporting the organization desired by companies 
in increasing the effectiveness of organizational goals. (Szabó, Czibor, Restás & 
Bereczkei, 2018) Aspects of organizational citizenship behavior play an essential role for 
individuals to perform behaviors that exceed their contractual performance and overlap 
with other aspects of job appraisal. 
Some researchers emphasize aspects that are interrelated with organizational 
citizenship behavior while others emphasize different aspects; however, the results of the 
meta-analysis conducted by LePine, Erez, & Johnson (2002) show no significant 
difference between these aspects. 
The criticism of the measurement of organizational citizenship behavior carries by 
Williams & Anderson (1991). Podsakoff, Whiting, Podsakoff & Blume (2009), who 
offered the measurement of organizational citizenship behavior with the approach of 
individual and organizational aspects. They criticize the extent to which individual roles 
are measured, making it challenging to measure behavior, and there is ambiguity in its 
measurement. Individual discretionary behavior is challenging to measure, so it will be 
more accessible when viewed from individual and organizational aspects. (Motowildo, 
Borman & Schmit, 1997) Podsakoff, Whiting, Podsakoff & Blume (2009) show that 
organizational citizenship behavior from behavior that conveys between individuals and 
organizational citizenship behavior from behavior directed to organizations has a strong 
correlation. The results of this study indicate that both individual and organizational 
dimensions are part of the measurement of organizational citizenship behavior constructs. 
There are several relationships between the constructs of organizational citizenship 
behavior and task performance (Miao, Humphrey & Qian, 2018), psychological capital 
(Gupta, Shaheen & Reddy, 2017), organizational trust (Yildiz, 2019), emotional 
intelligence (Miao, Humphrey & Qian, 2017), job satisfaction (Spector & Che, 2014), 
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organizational commitment (Cetin, Gürbüz & Sert, 2015), leadership (Nohe & Hertel, 
2017), motivational aspect (Singh & Srivastava, 2009), stressors (Eatough, Chang, 
Miloslavic & Johnson, 2011) absenteeism and turn over (Lee & Allen, 2002). 
One aspect related to organizational citizenship behavior is individual trust in the 
organization. Trust is one of the most important factors in the organization because it is 
closely related to individual behavior in behaving and acting. (Nohe & Hertel 2017) To 
achieve organizational effectiveness, the organization needs to trust its employees to 
expect to act as expected by the organization. (Lee, Ahn & Kim, 2018) However, there 
are still complex issues related to increasing individual trust in the organization. (Singh & 
Srivastava, 2016) The complexity of individual beliefs within the organization causes 
individual factors and the organizational environment and the environment outside the 
organization that is still related to the organization. One of the complexities of the 
problem of employee trust is regarding the assessment made by the management of their 
performance (Carpenter, Berry & Houston, 2014). Meyer & Davis (1999) conducted 
experimental research showing the relationship between trust and performance appraisal 
in organizations. Further research conducted by Cook & Wall (1980) showed the 
relationship between individual belief behavior with organizational commitment and 
personal need. The study results indicate that individual trust is a desire to take any action 
that results in other individuals and their environment as indicated by organizational 
commitment and fulfillment of personal needs. 
Several measurements of individual trust within the organization refer to vertical and 
horizontal relationships related to relationships between individuals and superiors. This 
difference is the perspective of individuals and non-individuals who refer to personal 
ranking, reputation, and roles in groups within the organization (Adams & Sartori, 2005). 
Several factors can influence trust, such as psychological aspects (Yildiz, 2019), human 
resources management practice (Liu, Huang, Huang & Chen, 2013), leadership, 
personality, organizational justice, performance appraisal, and organizational culture. 
Likewise, the impact of trust that will increase work engagement (Schneider, Macey, 
Barbera & Young, (2010), organizational commitment (Tekingündüz, Top, Tengilimoğlu 
& Karabulut, 2017), job satisfaction (Gilstrap & Collins, 2012), collaboration (Breuer, 
Hüffmeier & Hertel, 2016), team (Nienaber, Romeike, Searle & Schewe, 2015) and task 
performance (Rich, 1997). 
Research conducted by Yildiz (2019) showed that there was a positive influence of 
organizational trust on organizational citizenship behavior and also showed a moderating 
role in psychological capital, measuring organizational citizenship behavior using the 
dimensions developed by Podsakoff (1990) referring to the Organ dimension (1988). The 
meta-analysis conducted by Nohe & Hertel (2017) proves the influence of 
transformational leadership on organizational citizenship behavior and shows the 
mediation of relational trust. Singh & Srivastava (2016) showed the effect of 
organizational trust on organizational citizenship behavior, measuring organizational 
citizenship behavior using the dimensions developed by Podsakoff & Mackenzie (1989). 
Furthermore, Liu, Huang, Huang & Chen (2013) proved the positive influence of 
organizational trust on organizational citizenship behavior. 
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The theoretical gap of the research described previously is the purpose of this study. 
There are differences in approaches in measuring individual trust and organizational 
citizenship behavior; there is a need for research that can bridge the differences in 
previous research. The researcher hopes that this research can contribute to the 
development of empirical research on the measurement of organizational trust and 







This study uses a sample of employees who work in the retail sector in Bandung, 
Indonesia. A total of 257 employees who work in the retail sector contributed to this 
research. The employee's workplace is a mini-market that includes the retail sector, 
respondents who answer the questionnaire by filling out the instrument online using a 
google form that first given a link form that made previously. The collection of 
respondents' answers took place for 1 (one) month, mostly men by 54% while women 
46%, dominated by ages between 20 years - 25 years as much as 37%, while as many as 
7% employees aged 35 years - 40 years. 
After collecting the research instruments, the researcher recapitulated the results of the 
respondents' answers which then tested for the validity and reliability of the research 
instrument. The results of the research instrument testing show valid and reliable results 
by first excluding items that have values below the recommended ones. 
The research instrument refers to the instrument developed by Cook & Wall (1980) 
for measuring individual confidence, which consists of 12 (twelve) statement items 
divided into 2 (two) dimensions, namely the intention dimension and the action 
dimension with a reliability level of 0.85. At the same time, the measurement of 
organizational citizenship behavior refers to Williams & Anderson (1991), which consists 
of 16 (sixteen) statement items that measure individual aspects with a reliability level of 
0.83 and organizational aspects with a reliability level of 0.88. 
To predict the proposed model, the researcher uses structural equation modeling – 
PLS, an excellent tool to test the predictions of exploratory research models. The test 
results can see in the results section and further discussion. 
 
 
RESULTS AND DISCUSSION 
 
Instrumental testing to ensure that the instrument used was valid and reliable to test 
the research model's predictions. After that, the researcher conducted a factorial test for 
the individual confidence variable. The calculation results for testing the instrument refer 
to table 1 below. 
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Table 1. Instrument validity and reliability 
Instruments Outer 
Loading  




Trust      
TR-I.1 0,800 0,906 0,887 0,642 0,914 
TR-I.2 0,802     
TR-I.3 0,854     
TR-I.4 0,789     
TR-I.5 0,649     
TR-I.6 0,892     
TR-A.1 0,858 0,908 0,830 0,592 0,876 
TR-A.2 0,521     
TR-A.3 0,759     
TR-A.5 0,790     
TR-A.6 0,866     
OCB      
OCB.1 0,684 0,875 0,857 0,500 0,887 
OCB.2 0,517     
OCB.5 0,796     
OCB.7 0,714     
OCB.8 0,787     
OCB.14 0,709     
OCB.15 0,804     
 
Table 1 presents the results of the research instrument testing; it can see that several 
statement items do not meet the validity and reliability criteria; there is 1 (one) invalid 
statement item for the individual confidence variable. There are 8 (eight) statement items 
from the statement items of organizational citizenship behavior that are not valid. Overall 
the research variables are valid with a loading value level > 0.5 and reliable with a rho_A 
value > 0.7, Cronbach's Alpha value > 0.7 and a Composite Reliability value > 0.7 and an 
AVE value > 0.5. Factor analysis testing tests the measurement of individual confidence 
whether the research instrument consists of 2 (two) dimensions as described previously. 
Table 2. The results of the individual confidence variable factorial 
KMO Measure Adequacy. 
Bartlett's Test Sig. 
.896 
.000 
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Total Variance Explained 
Component % of Variance Cumulative % 
1 50.342 50.342 
2 9.400 59.742 
 
Table 2 shows the results of factor analysis testing where there are 2 (two) factors 
form individual beliefs; these two factors are the dimension of intention and the 
dimension of action with a KMO test value of 0.896 and a sig level of 0.000 for Bartlett's 
Test. The total variation that can explain is 59.74%; this value indicates that the 
individual confidence variable can explain more than 50%. 
Table 3. Factorial Rotation Results 
 TR-I TR-A 
TR-I.6 .891  
TR-I.5 .876  
TR-I.3 .842  
TR-I.1 .776  
TR-I.2 .735  
TR-I.4 .437  
TR-A.3  .879 
TR-A.2  .871 
TR-A.5  .719 
TR-A.1  .599 
TR-A.6  .489 
 
In factorial rotation, it can see that the statement instrument forms 2 (two) factors with 
a value of 0.437 – 0.891 for the first factor and a value of 0.489 – 0879 for the second 
factor. 
Table 4. Results of research variable predictors 
Predictors B p-value Result 
TR-I -> OCB 0,742 0,000 Significant 
TR-A -> OCB 0,281 0,018 Significant 
R2    
OCB 0,336 0,000 Significant 
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Table 4 presents information on the results of the prediction decisions of the research 
model carried out, where individual trust based on intention has a significant effect and 
trust based on action. Figure 1 can clarify the relationship between the research variables 
that have to carry out. 
 
Figure 1. Predictor research variables 
Table 4 and Figure 1 show that the research model tested has a significant effect. 
Individual trust based on intention to organizational citizenship behavior has a significant 
p-value of 0.000 with b of 0.742. In contrast, individual trust based on action on 
organizational citizenship behavior has a significant p-value of 0 .18 with b of 0.281. At 
the same time, the value of r square is 0.336 with a p-value of 0.000. The prediction 
results indicate that individual trust in intensity can increase organizational citizenship 
behavior and individual trust in action. Therefore, increased organizational citizenship 
behavior of employees expects to increase organizational effectiveness following the 
organization's wishes. 
Individual trust in intention is shown by the organization's efforts to fulfill employees' 
interests and improve their work attitude. With trust in the organization, employees will 
not hesitate in completing tasks. Individual trust is also shown by the help of colleagues 
when experiencing difficulties in solving problems. These conditions can encourage 
employees to be enthusiastic in completing their work even though there are obstacles in 
completing them. Likewise, management's reputation for being fair will encourage 
employees to trust management. With a positive perception of co-workers and the 
management in treating their employees, it will create conducive conditions in completing 
their work by helping colleagues if there are obstacles and always maintaining the image 
of the organization in the organizational environment. The behavior of these employees 
will have an impact on the effectiveness of employees in the organization. (Organs, 2018) 
Individual trust based on actions indicates by employees' attitudes who believe that 
management has carried out excellent and beneficial policies for employees and trust 
between colleagues. This condition will lead to employee behavior which is indicated by 
the attitude of helping each other between employees, trusting each other, and treating co-
workers politely and respectfully to superiors. With the employee's trust in the 
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organization, it will create favorable conditions for employees, marked by the behavior of 
providing constructive ideas for the organization and maintaining the organization's 
image both within and outside the organization. In addition, employee behavior is also 
concern about the organization by participating in activities that can improve the 
organization's image. 
Individual behavior that behaves outside of the tasks assigned to him and creates 
conditions conducive to the organization that will impact the organization's overall 
effectiveness. (Podsakoff, Podsakoff, MacKenzie, Maynes & Spoelma, 2014) The 
behavior of these employees can encourage task effectiveness among employees and can 
create harmonious relationships both between employees and with superiors. The work 
situation is good for the organization, so it is necessary to strive so that the management 
can make comprehensive efforts to have positive perceptions that will increase their trust 
and improve organizational citizenship behavior. Efforts that can increase motivational 
aspects such as providing rewards for employees who have high organizational 
citizenship behavior can also carry out performance appraisal efforts objectively so that 
employee confidence can increase. 
The results of this study support the research conducted by Yildiz (2019) by adding 
different measurements to the organizational citizenship behavior variable. Similarly, 
research conducted by Singh & Srivastava (2016) with different measurements of 
organizational citizenship behavior can add to the predictions that can affect 
organizational effectiveness. As well as research by Yildirim (2014), individual trust in 






The study results indicate that there is a positive influence on individual beliefs based 
on intent and individual beliefs based on actions on organizational citizenship behavior. 
Conducive conditions in the work environment marked by trust between employees and 
superiors can create work effectiveness. This employee behavior is a positive action 
desired by the organization to face the demands of increasingly high competition. 
Individual trust can also predict positive behavior, which indicates their loyalty to the 
organization by showing good performance. Individual behavior shows that they maintain 
the organization's image to give a good reputation both within the organization and 
outside the organization. 
The study's implications indicate the need to increase motivational aspects such as 
rewards to increase individual confidence so that it will lead to behavioral actions that can 
increase organizational effectiveness. Thus, this research contributes to filling the 
theoretical gap as previously described. However, this study still has several weaknesses 
where the test is only at the level of prediction, not yet at the stage of explanatory testing. 
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For further research, it is possible to develop model testing with an explanatory approach 
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